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Abstract 
Knowledge Management System began to be applied in many big companies in Indonesia. However, the problem is 
how can the implementation of Knowledge Management System (KMS) really provides benefits in a company which 
has different generations. Implementation of KMS can be effective for a certain generation, but it may become 
ineffective for other generations, especially the older generation. Therefore, this study aimed to propose KMS 
strategies that can transfer knowledge between aby Boomers  and eneration Y  in a company. The result of the 
study is that the company may implement codification strategy for explicit knowledge and personalization strategies 
for tacit knowledge. Each generation main role in each process. The accuracy of these strategies will be challenged in 
future research with qualitative study. 
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1. Introduction 
The generation gap in a company could be worse if it is too wide and not maintained properly. 
Differences in perception and character of inter-generational workforce sometimes only become a tiny 
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ripple that , but it could also be a ticking time bomb if 
the transfer of knowledge between generations is not carefully managed. A company could lose its largest 
asset, that is knowledge. 
PT ABC is a company engaged in social insurance (Old Age Saving Scheme& Pension) for civil 
servants and government officials. It currently has 48 branches throughout Indonesia and around 1900 
employees. The company  had it last open mass recruitment 
branches and since then stop recruiting employees due to the amount of employees are still adequate. 
However, concerning about the large number of employees who will be entering retirement at the same 
time, the 
company decided to re-open recruitment in 2006, and continues to recruit on an annual basis until 2011.  
Since it just recruit after 18 years, it 
makes the age range between the youngest senior officer and the oldest junior officers estimated around 
15-18  Gravett and Throckmorton (2007), different generations 
have different habits and attitude in the organization. So, the organization is vulnerable toward conflict 
across generations (Gravett and Throckmorton, 2007). Therefore, the company needs a strategy to bridge 
the generation gap so that the knowledge, can be transfered  and sustained.  
One of the critical and vital unit in PT ABC is System & Procedures Unit. The unit has task to manage 
all standard operating procedures, also manage issues or complaints from customers, government, NGO  
based on rules and regulations issued by government as regulators.  It has only limited new junior 
employees while the number of senior employees has been decreased because of retirement. The age gap 
between junior and senior employee in this unit is above 16 years. On the other hand, Human Resource 
Management Division has difficulties to replace the experienced retirement employee position since the 
unit require employee who has knowledge of all the SOP, including any underlying regulatory operations 
and also experince in handling technical daily operations at branch offices. These problems are added by 
little or absence of strategies executed by HRM Division in order to transfer knowledge, exprience and 
expertise of expert senior employees to junior staffs. Moreover, they 
this unit is very critical for sustainability of . Therefore, this paper purposely 
wants to explore  to  manage knowledge in the 
organization in order to prevent knowledge loss or degradation due to generation gap .  
2. Literature Review 
2.1. Knowledge Definition 
Knowledge is one of the organization assets. Knowledge according to Davenport & Prusak (1998) is a 
combination of experience, values, contextual information, and expert insight that providing a framework 
for evaluating and combining the new information and experiences. While, Bhatt (2001) stressing on the 
differentiation among knowledge, information, and data. Data based on Bhatt (2001) only raw fact, and 
. The selected information which are useful and 
Alavi & Leidner (2001); they 
describe knowledge as the information that has been confirmed.  Knowledge is also the accumulation of 
ideas, learning, understanding, memory, sight, cognitive and technical skills, and so on.  
Based on characteristic, knowledge can be divided as explicit and tacit (Pentland, 1995; Nonaka & 
Takeuchi, 1995). Explicit knowledge is information that is stored in the form of documents or other 
media, while tacit knowledge is information that is formed from the factors that are not readily apparent, 
resulting from a person's experience, is personal and specific. Both of the knowledge might generate 
decisions and a major resource for transforming the organization (Kivijarvi, 2007).  
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2.2. Knowledge Management  
Knowledge management (KM) is a process to use knowledge as means to reach process and product 
innovation, to make decision effectively, and to help the organization adopting to market (Yahya and Goh, 
2002). The implementation of KM needs three factors, knowledge organization, knowledge worker, and 
information technology (Bryan, 2003).  
Knowledge organization relates by an organization's infrastructure readiness to create KM. It manages 
the five KM unit roles, chief knowledge officer (to ensure the KM activities are sufficient), knowledge 
manager (to coordinate), knowledge analyst (to analyze and develop KM result), knowledge information 
(promote KM activities and publish KM result), and the knowledge steward (to assist knowledge 
information and knowledge analyst).  
The second factor is knowledge worker; they are sources of knowledge such as customer service and 
the innovative employee. They contribute to add/update knowledge. The last factor is information 
technology. The factor is a mean to fasten, store, manage, and search knowledge processes.  
2.3. Knowledge Management Strategy 
According to Hansen et. al (1999) there are two ways to manage knowledge, namely the codification 
and personalization strategies. Codification strategy where knowledge is carefully codified and stored in 
databases, where the database can be accessed and used easily by all members of the organization. While, 
personalization where knowledge firmly attached to the people who developed them and tend to be shared 
through direct contact between individuals. The main function of the computer to personalization strategy 
is to help communicate knowledge, not save it. 
While, according by Nonaka & Takeuchi (1995), there are four main processes to implement KM that 
form a cycle. The creation of knowledge is achieved through understanding of the synergistic relationship 
of tacit to explicit knowledge in organizations. And,  through the design of social processes that create 
new knowledge to transfer tacit knowledge into explicit knowledge (Figure 1). 
2.4. Generation Gap 
The concept of generation gap and the methods to bridge them is popularized by Gravett & Throckmorton 
(2007). More recent is conducted by Tay (2011). The group of workforce  are divided into four groups 
based on their periods, their experience, and their general habits in this age group. The generation groups 
are radio babies, baby boomers, generation X, and generation Y. The detailed of the difference in each 
group can be viewed at Table 1. Based on both research, the differentiation can make conflict in work 
environments and other HR activities when managed improperly, one of them is transfer of knowledge.  
   
 
     
        
        
 
 
 
Fig.  1. Knowledge conversion process 
(Source: Nonaka & Takeuchi, 1995) 
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2.5. The Relationship About KMS and Generation Gap 
There are previous researches that consider multi-generational workforce in implementing KM. 
Stevens  (2010) made an exploratory study to examine knowledge transfer strategies in multi-generational 
organizations. She stressed on baby boomers and generation Y. Since baby boomers  comfortable 
with technology, then they feel fit with sharing process, on the other hand, the generations Y like to use 
the latest technology to transfer knowledge. However, to bridge generations, Wagner (2009) proposes to 
implement diversity processes, such as simulation and games, storytelling and conferences, formal 
training, blogs and papers, and apprenticeships.  
 
Table 1. Characteristic of each generation 
 
Dimension Radio Babies Baby Boomers Generation X Generation Y 
Time Period 1930-1945 1946-1964 1965-1976 1977-1990 
Characteristic -Like to share some of 
the wisdom  
-Creative and care 
about the quality of 
their work 
 
-Easily bored 
-  
younger boss 
-Like sacrifice 
-Ambitious 
-Creative 
-Like a movement 
-Need safety and 
conformity 
-
overtime 
-Open mind,  
-Expressive  
Training -Lecture style is 
acceptable 
-Want a trainer to 
acknowledge their 
input 
-Like to team 
activities 
-Want other 
participants to 
acknowledge their 
input 
-Lots of activities and 
individual report-outs 
-
acknowledgement 
-Use technology and 
lots of variety in 
teaching methods 
-Want a trainer to 
frequently 
acknowledge their 
input 
To be valued -Involvement in focus 
groups, write articles 
on behalf of the 
company, 
acknowledge their 
experience, and listen 
to their ideas. 
-Champion a 
continuous 
improvement 
recommendation or 
process improvement 
team, develop and 
deliver training 
-Support new ideas, 
creating a team-oriented 
atmosphere, providing 
flexibility to do their 
job, creating a high-tech 
environment, provide a 
credit / reward for result 
-Participated  in a 
project/team,  
-Providing them with 
multiple challenging 
assignment 
 
 
3. Research Methodology and Analysis 
System and Procedure Unit at ABC Company has employees that their age range between 24-55 years 
old. So the first stage is to define what are the generational groups in the unit. Then, define what are the 
knowledge that they want to preserve and transfer. And then, we map the strategy and process to kind of 
knowledge and type of generation in organization (Figure 2). 
 
Fig. 2. Research methodology 
Define the generation 
group Define the knowledge
Map the strategy to 
kind of knowledge
Map the KM process 
to type  of generation
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Based on birth periods, the employee of the System and Procedure Unit is categorized in two groups, 
baby boomers (1946-1964) and generation Y (1977 -1990). They have characteristic as shown at table 2, 
one of them like to share and the other can adapt easily, though they prefer using latest technology.  
Then, the knowledge in Unit divided as explicit and tacit knowledge. The explicit is standard operating 
procedure (SOP), policy, and regulation. The second  are problem and complaint solving related to the 
 and obligation; operational problem related to policy, operating standard, and 
regulation; experience with unique cases; and so on. The explicit knowledge exists although most of them 
are unstructured, messy, and not digitized. The last is distributed among employee, inconsistent, and may 
written or just oral. Therefore, the explicit knowledge needs to be digitized in order to preserve them. The 
codification strategies are also making the Unit easy to use and search the specific topic of regulation. 
The codification technology might be simple so the baby boomers can use as user, while the generation Y 
might be as user and input/update assistant. Meanwhile, the tacit prefer to personalization. The strategy 
based on knowledge can be viewed at Table 2.  
Since the company has database server and archive technology, The Unit can build the codification 
system soon. It needs two generations to collaborate to design the order of knowledge, to index, and to 
input the database. The process activities related to strategy are an externalization with digitized 
knowledge and combination with publishi intranet. The main role for the 
processed is generation Y. Whereas, for tacit knowledge, it needs socialization process to begin with, 
such as sharing session, simulation, mentoring, and training classes. The main actors are baby boomers. If 
the initial process is successful, the company might continue with the externalization process such as 
record and store the knowledge on paper or digitized base; and then implement combination process to 
publish them to print/online media; finally the company might implement internalization with making a 
manual book/FAQ and store them to the library/classroom.  
The first processes are fit with baby boomers; however the others can be done both. Since they are two 
groups and differ characteristically, the champion of the system or chief knowledge officer and 
knowledge manager must be a leader in the unit. Meanwhile Baby Boomer act as source of the 
knowledge and mentor ((knowledge worker), also as the communication bridge between this unit and 
other units (knowledge information). Then, the generation Y act as a member of the team and has tasked 
to codify and analyze the knowledge (knowledge steward and knowledge analyze).  
4. Conclusion and Future Research  
The implementation of KMS in organization sometime ineffective because of not considering the 
generation gap that exist. This gap can lead to miscommunication and/or conflict. The implementation of 
KMS in PT ABC need to consider two majaor group of workforce;  baby boomers and generation Y since 
they have different working characters. The company may implement codification and personalization 
strategy to sustain explicit and tacit knowledge with different main role based on group age.  
Table 2. The knowledge and the KMS strategy of  PT ABC 
Knowledge KMS Strategy KM Processes Baby Boomers Generation Y 
Policy, SOP, and 
Regulation 
Codification Externalization, combination             -      
(Knowledge steward) 
E & C           
(Knowledge steward 
and analyze)) 
Problem Solving, 
Unique Cases, 
Experiences, etc. 
Personalization  Socialization, externalization, 
combination, internalization 
All of KM processes 
(Knowledge worker) 
E, C, and I 
(Knowledge steward 
and analyze) 
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This research needs to challenge the accuracy strategies with the qualitative study in the future 
research. And then, in two or five next years the system strategy needs to be evaluated because the 
company will have a new generation that may have the certain characteristic.  
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